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ABSTRACT
Taxpayer Satisfac tion with Public Urban Services
in Salt Lake County
by
Lea J. Cottam, Master of Science
Utah State University, 1980
Major Professor: Jane McCullough
Department: Home Economics and Consumer Education
Although citizens do not generally consider themselves consumers
of public services in the same Sense the y consider themselves consumers
in the retail marketplace, tl1eir demand for public services clearly
affects what local government units provide.

Citizens are involved

daily with the conswnption of public urban services; ye t most consumer
education textbooks and teaching materials ignore tax supported services.

The purpose of this study was to measure the satisfaction of consumers with certain public urban services, public offici als, and
several units of government.
Satisfaction was found to be correlated with age, length of residence in the community and the respondents' attitudes toward elected
officials.

There was no apparent c orrelati on between satisfaction

with services

and income, education, or assess ed valuat ion of the

respondents' dwellings.

Satisfaction scores of the four ge ographic

areas sampled were not signifi cantl y different.
Respondents did not generally feel they received their money's worth
in public services for what they paid in propert y taxes.

They were,
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however , generally satisfied with the services the y recei ved.
Respondents also seemed more likel y to voice dissatisfaction to
retail distributors than to government agencies.
(6 5 pages)

INTRODUCTION
Money is, with propriety, considered as the vital principle
of the body politic; as that which sustains its life and
motion and enables it to perform its most essential functions.
A complete power , therefore, to procure a regular and adequate
supply of revenue, as far as the resources of the community
will permit, may be regarded as an indispensable ingredient
in every constitution. From a deficiency in this particular,
one of two evils must ensue: either the people must be
subjected to continual plunder, as a substitute for a more
eligib le mode of suppl ying public wants, or the government
must sink into a fatal atrophy, and, in a short time, perish.
(Hamilton, 1787, p. 188)
No matter how unpopular taxes are, some sort of taxation must be
maintained in order for government to operate.

Under the Articles of

Confederation, the new United States government had no legal authority
or power to levy or collect taxes.

The federal government had to rel y

on the willingness of the people to donate money, supplies, and manpower
(Garra ty, 1974).
financing.

As Hamilton noted, this was an ineffective method of

Therefore, the power and authority to tax were written into

the United States Constitution (The Constitution of the United States,
Article One, Sections 8, 9, and 10).
Taxes are levied to finance a variety of specific services at the
various levels of government.

They are also used to regulate and

control commercial activites, redistribute income and stimulate economic

development.

Some of the taxes levied for these purposes are income

tax, propert y tax, sales tax, and licensing fees.

The property tax

is the main source of revenue for most city and county governmen ts.
Almost every citizen is subject to taxation and almost every
American consumes services financed by taxes from the day he is born
until the day he dies.

Despite the necessity of taxation to finance the public's demand
for services, controversy seems to have been a constant companion of
taxation.

Salt Lake County has been no exception.

The services pro-

vided to the taxpayers of Salt Lake County have been a major source
of inter local disagreement for the past 22 years.
centered around "double taxation."

The controversy has

The question has been whether the

taxpayers in the incorporated cities pay twice for public services
received from only one of the levels of government providing the
services.

The accounting system used in the past by Salt Lake County has
not lent itself to quick and easy cost analyses.

The county has en-

countered extreme difficulty in trying to determine whether tax dollars
collected from city residents have been used to provide "city services"
to residents of the unincorporated areas of the county.

Estimating

the actual cost of providing specific services to individuals has been,
and still is, a tremendous problem (Snow, 1977).
The continuing controversy among city and county officials and
citizens' groups, as reflected in the newspaper accounts of the confrontations, demonstrates the importance of the citizens' opinions
and perceptions regarding the services received and their satisfaction
with those services.

During the past year, two new cities have been

incorporated in Salt Lake County.
February
services.

1978

Residents of Draper voted in

to take over the responsibility of providing its own

Bluffdale followed suit in September 1978.

These incor-

porations were in direct protest of the cost to benefit inequities
perceived by taxpayers in the two communities.

Residents felt that
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they could provide the services, then administered by the county, at a
lower cost, or at least, in a more satisfactory manner.

The moves to

incorporate culminated several years of growi ng dissatisfaction with
the administrative policies and practices governing the delivery of
public urban services to these communities.
Citizens across the United Sta tes have expressed dissatisfaction
with the proportion of their incomes that goes to pay property taxes.
This was evidenced by the passage of Proposition 13 in California which
limited property t axes to 1 percent of the fair market value of the
property.

Despite the growing wave of opposition to government revenue

collection and spending, little serious effort has been put into studying
citizens ' perception of the services the y receive or their satisfaction
with those servi.ces.
consideration .

The citizens' point of view needs to be taken into

Citizens are the consumers who must "buy" the services

being provided by their government.

It should be n"ted that the y do not

often see themselves as consumers of public services in the same manner

that they see themselves as consumers of private, retail services.

Most

consumer education textbooks ha ve also ignored the consumers· role in

the marketplace of tax supported services.
However, knowing how the consumers of public services view those
services could be useful to the officials of the governing units as
they attempt to make policies concerning the future service delivery
structures in Salt Lake County.
This study looks at the satisfaction of ci t izens wi t h certain
public urba n services, their att itudes toward local elected officials
and different units of governme nt, and their feel ings about gove rnment
compared with retail service delivery systems.

4
In vi ew of continued attempts to find a bette r service deli very
structure, this researcher believes that this study ma y be useful in
stimulating interest in collecting citizen satisfaction data fo r use by
l ocal gove rnments.
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REVIEW OF LITERATURE

The Citizen as a Consumer
Much has been said in recent years about consumer awareness and

influence in the marketplace.

Little, however, seems to ha ve filtered

into the ,Public service arena, even though virtually every resident of
the Dni ted S ta tes pays for , and consumes, pub lic services a 11 of his life.
Modern urban man is born in a publicly financed hospital,
receives his education in a publicly supported school
and university, spends a good part of his life traveling
on publicly built transportation facilities, communicates
through the post office and the quasi -public telephone
system, drinks his public water, dLsposes of his garbage
through the public removal system, reads his public
library books, picnics in the public parks, is protected
by his police, fire, and health systems; eventually dies,
again in a hos pi tal, and may even be buried in a public
cemetary (sic). Ideo logical conservatives notwithstanding ,
his life is inextricably bound up with governmental decisions on these and numerous other local public services.
(Teitz, 1968, p. 36)
Though t he citizen may not perceive himself as part of the system,
"the consumption of government ser vi ces .
in t he political arena.

. . places the individual

Although he may be unaware of the implications

of his actions, his behavior often constitutes demand for services"

(Jacob, 1972, p . 125).
Public vs . Private Marketplace
A good many firms in the United States employ marketing research
staffs to monitor cOnsumer satisfaction with the goods and/or services
produced by t he company.

Howeve r , when government agencies pro vide

the services to the citizenry, using taxpayers' dollars, little thought

seems to be given to "marketing research."

Of course, there are

differences to be noted in the two marketing processes.

In the private

market, if the good produced does not provide satisfaction to the consurner in exce ss of its cost, the consumer stops purchasing the produc t
and the company suffers a loss.

The individual is free to purchase or

not to purchase and , in effect, "votes" for or against continued

product i on.
However, "government decisions involve a degree of compulsion"

(Eckstein, 1964, p. 17 ) .

The consumer casts his vote for a package

of services by voting for a representati ve, such as a city councilman ,

who makes the policy decisions regarding public services and t heir
delivery.

Usually the consumer does not vote for a specific service.

The important distinction between ordinary government
services and services provided under (free) enterprise
prir.ciples lies in the nature of the decision-making
process. Budgetary decisions, affecting regular government services are political decisions, reflecting
judgments of legislatures regarding how much of the
services are needed by the community and how much the tax payers are willing to pay. (Fitch, 1967, p. 199)
Once the government has deci ded to provide a good or service,
everybody pays for it through taxation.

Taxes are collected whether

or not the services are satisfac t or y (Eckstein, 1964).

Lineberry and

Welch (1974) noted that it would be extremely difficult in most cases,
however, to move the public servi ces into the private sector.

One

reason these servic es are provided by public rather than private means
is that they cannot be easily evaluated by the private market ' s
pricing mechanism.

Lack of Research
Despite the intricat e involvement of each citizen in the consumption of public services, measuring the economics, efficiency, and equity

of the services is a neglected, confused, and controversial area of
study (Campbell, 1976).
It is difficult to explain the scholarly disinterest in
public services.

"'M unicipal servi ces" evokes dreary images

of sewers, streets, and other humdrum matters better left
to public administrators than t o scholarship. ·Yet, in a
way, urban ser vices are much like energy which goes unnoticed until it's suddenly less available or much more
costly. (Lineberry, 1977, p. 267)
Part of the current underdevelopment of measurement is due to
t echnical problems.

However, a more important part of the problem

has been a lack of interest in the part of local government units
(Fisk and Winnie, 1974).
Problems in Measurement
Frequently, program evaluators look at program quality in terms
of how well the agency's performance
unduly restrictive.

~

met its own goals.

This is

It considers only one aspect of program quality:

effectiveness, which Whitaker (1974) defined as attaining clearly
outlined program goals.

Hatry (1972) said the temptation with this

is to stick to the workload type measures which are simply the quantity
of work accomplished without reference to whethe r the service was
adequate to meet the needs and wants of those who consumed it.

For

example, an agency might claim success because more tons of solid
waste were picked up this year compared to last, rather than also
taking into account whether it was picked up promptly, disposed of to
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the satisfaction of the homeowners, and whether, indeed, all of the
trash was picked up.

It also disregards whether the cost of the ser-

vice was acceptable.
Several authors have illustrated the problems encountered in
attempting to measure the level, distribution, and satisfaction with
public urban services.

Ostrom (1974) noted that no absolute measure

of output of services can be obtained.

She defined output as the

transformation that takes place when factors of production, such as
money and manpower, are combined in an effort to "produce something"

whether that something be education, roads, or a court system.

Due

to individual perceptions, only relative measures are attainable.

For

example, the presence of police patrol cars in one neighborhood may be
seen as a hostile occupation while another group of citizens may view
their presence as a maGtle of protection.

This presents a problem in

evaluating the level of services distributed among the consuming
citizens.

Ostrom pointed out that there is difficulty in trying to

measure the satisfaction of a group of consumers that has nO choice
in the consuming of certain services, such as street lighting, national
defense, et cetera.

Lineberry and Welch (1974) cited three obstacles to using the
dlstribution of services as a measure of satisfaction of the consuming

public:

(a) measuring the output of services in the context of intra-

dty distribution,

(b) choosing a standard of use in evaluating service

pltterns, and (c) difficulty in getting "hard data" on the distrib ution

oE public services due to computerized records , inaccurate reports,
aod so forth.

The researchers suggested that it seemed more accurate

to consider the quality of conditions after the receipt of services
than to measure only the quantitative distribution of services.

Equally

distributed police patrols in high and low crime areas do not necessaril y
lead to the achievement of the goal of crime prevention or reduction
(Kasarda, 1972) .
Lineberry and Welch (1974) defined efficiency in distribution in
two ways:

theoretical and administrative.

Theoretical distribution

efficiency is defined a s the situation existing when distribution
ca nnot be changed t o make some people better off wi thout making others
'vorse off.

Administrative efficiency, on the other hand, was defined

as getting the most output for the least input.

The fact that effi-

cienc y can be defined in many ways has created problems in measurement.
Effectiveness, defined as meeting clearly outlined program goals,
and responsiveness, defined as citizen satisfaction, are ke y words ,

according to Whitaker (1974) .

He pointed out that it makes little

se nse t o base onels study on the number of police calls answered

without noting how quickly or acceptably the calls were answered.
Other problems facing evaluators are the emotional erttanglements
associated with the decisions about how much revenue should be raised,
how it should be raised, from whom it should be raised, and how great
the financial burden should be (Dye, 1969).

"These decisions often

embroil communities in their most important politica 1 battles" (Dye,
1969, p. 445).
Multi ple measures, such as cost efficiency , satisfaction of the
consumers, effectiveness, and workload should be used in evaluating
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public services (International City Managers Association Committee on
the Quality of Municipal Services, 1973).
Satisfaction

The citizens' satisfaction wit h the services they receive is an
important measure of adequate service delivery.

Citizens may often be

hesitant to voice their satisfaction or dissatisfaction

a response is requested.

J

however, when

Therefore, the citizens' complaints about

and requests for service and information might be a good place for
local governments to start collecting data (International City Managers
Association Committee on the Quality of Municipal Services, 1973).
"BY comparing the satisfaction of different citizens with the same
public services we can learn more about equity in public programs"
(Whitaker, 1974, p. 760) .

McGregor (1974, p . 45)

said, "Satisfaction

is the main standard for evaluating organizational action."
A study concerning satisfaction and contentment with public
services, done by Rojeck, Clemente, and Summers (1975), surveyed people
in three contiguous counties in Illinois.
of rural areas, small towns, and cities.

The sample included residents
Satisfaction was measured by

evaluating the manner in which the service was perceived and the
standard against which the service was judged.

The study noted that

satisfaction did not, apparently, increase as a simple linear function
of availability.

There was also no apparent relation of income and

educational levels to service satisfaction.

A Denver study by Loverich and Taylor (1976) showed that there
were more negative attitudes toward local government in black and
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Mexican-American neighborhoods than in Anglo areas.

Neighborhoods

we re classified on the basis of Community Renewal Program rankings.
Perceptions of the level of services were strongly related to the
physical and economic conditions of the neighborhoods in which the
subjects resided.

The lower the socio-economic level of the neighbor-

hood, the less satisfied the respondents were with the service delivery.
The physical and economic condition of neighborhoods are often
reflected in the property tax assessment.

The property tax is the major

source of revenue for many counties, cities , and school districts.

The

burden of the property tax depends on the ratio of the assessed valua tion of property to the fair market value.
Property taxes are often regressive because higher income groups
have more wealth in untaxed forms of property.
Yel.: in defense of property taxation, it is often argued that

no other form of taxation is really feasible for local
governments .

Local sales and income taxes force individuals

and businesses to leave the communities levyi ng t hem; real
estate, on the ot her ha nd, is less easy to move about and
hide from local tax assessors. Real estate taxes are the

only type of taxes that can be effectively collected by
relatively untrained local tax officials. (Dye, 1969, p. 457)
The Problem in Salt Lake County
A major problem in Salt Lake County has been how to organize the
delivery structure of tax supported public services.

Lack of adequate

data regarding citi zen satisfaction with the services and legal
questions concerning which unit of government wa s legally responsible
for providing the services have been fact ors contributing t o the
problem.

Ove r the last two decades, studies concerning the delivery of

public urban services have focused mainly on t he equity, economics, and

12
legality of the service delivery, largely ignoring the citizens' viewpoints and expectations (Utah Business and Economic Review, 1970;
Breitling, 1974; League of Women Voters, 1978).
The controversy over who should pay for what began in 1957, hitting
the front pages of the newspapers with a report released by the Utah
Foundation, a private, non-profit, tax research organization (Salt Lake
Tribune, 1957; Deseret News, 1957).

The report stated that taxpayers

in the incorporated cities seemed to be pa ying both city and county fo r
services received only from the city.

Since then, elected officials

have battled over the borders and the tax base.

The county sent out

notices to the cities that inter-local agreements for services would
have to be renegotiated immediately or the county would cease to provide
certain services it had taken on in the past.

Officials of several

cities quickly opted to tell the county their citizens were not satis-

fied with the way the county had been delivering the services and that
the cities would take over the responsibilities (Salt Lake Tribune,
1968 , 1972).

The interest and controversy over public service delivery

were intensified by a 1976 Utah Supreme Court ruling that said Salt
Lake County would have to charge its municipal se r vice sustomers on a
cost basis, no longer financing those services out of tax funds supported
by both city dwellers and residents of the unincorporated count y.
It has been difficult to determine the exact level and distribut ion of services provided by government agencies precisely for the
reasons mentioned earlier, which included varying citizen perceptions ,

equity of distribution as opposed to equity in neighborhood conditions
after the receipt of services, chOOSing a standard by which services
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should be evaluated, and the difficulty in getting "hard data" on t he
distribution, level, and cost of the services.
A number of studies have been done by a variety of groups who
were usually trying to determine what the optimal form of government
would be for the rapidly growin g county.

Since the groups were often

seeking to promote one point of view or anothe r , the studies often
differ on their statements of what is and what ought to be (League of
Women Voters, 1978; Breitling, 1974).
similarity among the reports.

There is, however, a striking

Although some of the groups have invol ved

small citizens' committees, none set out to ask the general taxpay i ng
public what it thought about the services it was receiving or what it
wanted the government to provide.

Co nsequ e ntly, after two decades of

arguing, there is still no general fe eling of what would be best , as
evidenced by t he recent incor poracion of Draper i n February, 1978, and
Bluffdale in September, 1978, and the defeat of the Bonne ville Cit y
proposal in September, 1978, the cit y-cou nty unification measure in
November, 1978, and the urban county proposal in March, 1979 .
Conclusions
After reviewing the events in Salt Lake County and the studies
done i n other areas of the country, it is apparent that the citizens'
perceptions and satisfaction wi th public urban services are not
generally being taken into account by policy makers.

This ma y be

because satisfaction is difficult t o measure, particularl y in an
on-gOing manner; or it ma y be because citizens do not consider them-

selves as consumers of government supplied servi ces with the same rights
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a nd responsibilities the y have in other consumer purchases:

that is ,

t he ri ght to be informed, to be heard, to safety, and to choose
(Ke nnedy, cited in Gordon, 1977).

In either event, the citizens'

fe elings should be given more consideration.

There is a need to

develo p a "concerted, systematic approach to social monitoring"
(Rojeck, Clemente , and Summers, 1975, p. 190).
Providing the level of services which the citizens desire is
a fundamental purpose of local go vernment . . . Local government must begin to construct its own s ystems and to develop
evaluation te chniques to the paint that municipal performance measurement can become a realit y. ( Interna tional
City Managers Association Committee on the Quality of Urban
Se r vices , 1973, p. 1-2 )
After reviewing the available literature, this r esearcher concluded t ha t government officials should make a s ystematic ef f ort to
collect and eva l uate citizens' perc e ptions and de gree of satisfaction
wi t h publi c urban services.
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METHODS AND PROCEDURES

The purpose of this study was to measure the satisfaction of four
groups of property owners in Salt Lake County with several public
urban services such as street lighting, planning and zoning, garbage
collection, and animal control.

Data we re also collected on the respon-

dents ' attitudes toward public officials, different units of government,
and government compared with retail service delivery systems.

1.

There will be no difference in satisfaction with public urban

ser vices between residents in areas where major service delivery changes
have been made or considered and residents of other areas .
2.

There will be no correlation between respondents' satisfaction

wi t h public services and the respondents' satisfaction with local
elected officials.
3.

There will be no correlation between the respondents' length

of residence in the community and the respondents' satisfaction with
public urban services.
4.

There will be no correlation between the respondents' educa-

tional level and the respondents' satisfaction with public urban
services.

5.

There will be no correlation between the age of the respondents

and the respondents' satisfaction with public urban services.
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6.

There will be no correlation between the respondents' annual

income level and the respondents' satisfaction with public urban
services.

7.

There will be no correlation between the assessed valuation

of the respondents' dwellings and the respondents' satisfaction with
public urban services.
8.

There will be no difference in satisfaction between respondents

who favor current government service delivery systems and respondents

who favor a change.
9.

Respondents will not be any more likel y to voice dissatisfaction

to providers of goods and services purchased i n the marketplace than to
providers of services administered by local government agencies.

Rationale for Hypotheses
The demographic variables in hypotheses 3 , 4, 5, 6 , and 7 were
selected and tested to determine whether any socioeconomic factors

affected satisfaction in general or satisfaction with particular ser-

vices .

This allowed for the identification of specific "market

segme nts" or ci tiz ens who were dissatisfied and suggested areas where
changes should be considered in service deliver y.

Defini tions

Satisfaction .

Satisfaction, general contentment and acceptability ,

was defined in this study as a mean rating of 3.5 or more on a 5 point
s cale.
Dissatisfaction.

Dissatisfaction, general discontent and unacce pt-

ability, was defined in this study as a mean rating of 2. 5 or less on
a 5 point scale.

17
Public urban services .

The definition of services for this study

included street lighting, planning and zoning, garbage collection,
road and street maintenance, public parks and recrea tion, water, sewer ,
fi re protection , police protection , and animal control.

Areas where major service delivery changes have been made or
considered were defined as Draper City and the Granger-Hunter communit y .
Both areas had recently considered municipal incorporations.

The original research desi gn wa s to survey 400 residents of Salt
Lake County with 100 respondents f rom each of four sub groups:

Sa l t

Lake City, the smaller incorporated cities, the unincorporated areas
of the county , and the Draper and Granger-Hunter areas.

The Salt Lake

Count y assessor's tax rolls were used and 800 names were drawn for the
s ample .

Originall y, 1 ,000 names were to be drawn; hmvever , as response

on the pretest was extremely hi gh, the sample size was reduced to 800
names.

Select ion of names from the tax rolls was made by dividing 200
into the number of names on the tax rolls for each of t he four subgroups.

This determined the interval between names and assured that

names at the ends of the rolls were not eliminated by virtue of their
position.

A roll of the die determined the random beginning pOint.

The disposition of the 800 names drawn for the sample is shown in
Table 1.
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Table 1
Disposition of Samp le
Disposi tion

Connnercial
property
No phone
number

Salt Lake
City

Smaller
cities

Unincorp.
county

59

51

60

6

Draper
Granger

Total

55

225

11

33

Othe r

49

48

36

36

169

Refused

24

28

32

33

117

Completed

62

64

65

65

256

2

4

60

60

60

60

240

200

200

200

200

800

Unusable
interviews

Total
usable
Total

16

The "other" category included those persons who did not speak
Engli.sh, could not hear well enough to complete t he inter view, and
residences where no one answered after six calls.
interviews were unusable due to interviewer error.

on the 240 completed, usable interviews.
The completion rate for this research was:
256
800 -42 7

256
373 = 68.6%

Sixteen completed
Anal y sis was done
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Data Collection
The interviews for the study were conducted by telephone by three
interviewers trained by the researcher.
August and September of 1978.

The data were collected in

The calls were made between the hours

of 10 a.m. and 9 p.m. Monday through Saturday .

Each residence was

called six times before being eliminated from the sample.

At least one

of the six calls was placed during the evening.

Survey Instrument

A questionnaire was developed to obtain the opinions of taxpayers
concerning their satisfaction with certain public urban services and

their delivery to the taxpayer (Appendix A).
items:

It was comprised of 20

10 concerning the respondents' satisfaction with 10 particular

services, 7 concerning the respondents' satisfaction with the units of

government and the officials administering the services, and 3 related
to the respondents' feelings about being a consumer of retail services
and government services.

Likert-type scale.

Seventeen of the items were arranged on a

The respondents were asked to rate their satisfac-

tion on a scale of one to five, one being very dissatisfied and five
being very satisfied.

The Likert-type scale was used because it is a

convenient way of assigning a numerical va lue to the data.

It also

measured the degree of satisfaction readily and was easy to administer.
Likert-type scales are often used in this t ype of data gathering
(Smith, 1975).

Three of the questions asked for open-ended responses.

Nine demographic items were also included to ascertain place of residence, length of residence, sex, age, marital status, educational level,
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assessed valuation, income level, and employment status.

The assessed

valuation was also recorded from the tax rolls.

~

The survey instrument was pretested using 10 taxpayers who met
the qualifications of the sample selected for the research.

No revisions

we re found necessary at that time.

Analysis

Hypotheses 2, 3, 4 , 5, 6, and 7 were tested using the Pearson
Correlation Coefficient.

A strengt h of relationship was als o calculated

because la r ge samples often prod uce significant correlations by virtue
o f their size.

Hypotheses one and eight were tested using Chi Sq uare

contingency tables.
ship.

The Chi Square was tested for strength of relation -

Hy pothe sis nine was reported in terms of a mean score and

standard deviation.
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RESULTS AND DISCUSSION
Demographic Characteristics

Length of Residence
The mean length of residence of the respondents in their present
dwelling was 17.5 years.

The modal category for the taxpayers inter-

viewed, however, was 0-5 years with 24.6 percent of the sample falling
into this category (Table 2).

More than one-third of the respondents

from the smaller incorporated cities and the Draper and Granger-Hunter
areas had lived at their present location for less than five years.
The modal category for Salt Lake City and the unincorporated county
was 20-29 years.
Employment
The respondents were asked whether or not they were employed by a
government agency.

Less than 10 percent responded affirmatively.

Of

those employed by a government unit, city and fede r al government agencies employed five respondents each, county government employed nine,
and state government, one (Table 3) .

The average age for the respondents was 50.37 years.

The modal

age category for the Salt Lake City subgroup was 60-69 years.

According

to the 1970 Census, about 28 percent of the population in Salt Lake City
was over 65.

At least half the respondents in the smalle r cities and the

Draper and Granger-Hunter areas were less than 40 years old (Table 4).
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Table 2
Length of Residence
No. of
years

Salt Lake
CitZ
No.
%

Smaller
ci ties
No.
%

Draper
Granger
No.
%

No.

%

13.3

20

33.3

59

24.6

Unincorp.
countz
No.
%

Total

11.6

24

40.0

4

6.6

13

21. 6

10

16.6

8

13 .3

35

14.5

10-19

11

18.3

4

6.6

11

18.3

15

25.0

41

17.0

20 - 29

19

31. 6

11

18.3

15

25 . 0

11.6

52

21. 7

30 -3 9

11

18.3

5.0

11

18 .3

5.0

28

11. 7

6.6

5.0

8.3

19

7.9

1.6

3.3

3.3

0- 5
5- 9

40 or more

11. 6

no response

1.6

Total

60

4

60

60

60

2 .5
240

Table 3
Employed by a Government Agency
Employed
by gOll't
no

Salt Lake
City

Smaller
cities

59

yes

54

Unincorp .
county

Draper
Granger

49

46

208

86.6

8

20

8.3

12

5.0

240

99.9*

4

no response
Total

0
60

*Percentages are rounded off.

4
60

60

60

Total
No.
%
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Table 4
Age
Age

Salt Lake
Cit)::
No.
%

20 - 29

4

30 - 39

Smaller
cities
No.
%

%

Drape r
Granser
No.
%

Unincorp.
count;t

No.

Total
No .

%

6.6

15

25 . 0

B.3

13

21. 6

27

11. 2

3. 3

15

25.0

11. 6

20

33.3

37

15 . 4

40 - 49

4

6 .6

B

13 . 3

4

6. 6

11. 6

36

15 . 0

50 - 59

9

15.0

6

10 . 0

20

33.3

15.0

42

17 .S

60 - 69

19

31. 6

10

16 .6

11

IB.3

S. O

49

20 . 4

70 - 79

11

I B.3

3

5.0

10.0

3.3

23

9.6

15.0

1.6

3.3

5.0

14

5.8

3.3

3.3

B.3

5. 0

12

5 .0

80+

no response
Total

60

60

60

60

240

Of the respondents, 30 percent were males and 70 percent we re
females (Table 5).

In 1970 , about 39 percen t of the Salt Lake City

popula tion over age 20 was male and about 61 percent was female (19 70
U. S. Census).

The balance of the count y was 4B percent male and

52 percent f emale.

While t his is different than the sample drawn f or

this stud y , one possible exp l a nation ma y be that women are more likely
t han men to answer the phone.
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Table
Sex
Salt Lake
Citl!
No.
%

Sex

Male

21

Female
Total

39

,

60

%

No.

%

15

25

15

25

21

35

71

30

45

75

45

75

39

65

168

70

cities

35
65

No.

Draper
Granger
No.
%

Smaller

60

Unincorp.
count:i

60

60

Total
No.

%

240

Mari tal Status
Most of the respondents from all four subgroups were married.
Very few were separated, divorced, or single (Table 6).

More than

one-fourth of the Sal t Lake Ci ty respondents were widowed.

Tbis is

probably related to the fact that the sample was older than the samples
of other subgroups.

The 1970 U. S. Census reported tha t 20 percent of

the Salt Lake City population was widowed.
Educational Level
The average educational attainment for the respondents was slightly
above the high school graduation level.
follows:

Modal categories were as

Salt Lake City, high school graduation; the smaller incor-

porated cities, some college; the unincorporated county, high school
graduation; and the Draper and Granger-Hunter areas, high school
graduation (Table 7).

The 1970 U.S. Census reported the average educa-

tional attainment to be 12.5 years in both Salt Lake City and the
balance of the county.

One respondent, who had only a junior high
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Table 6
Mari ta 1 S ta tus

Salt Lake·
City
No.
%

cities
No.
%

Unincorp.
county
No.
%

Ma rri ed

40

66.6

55

91. 6

45

75 .0

S,i ngle

2

3.3

3.3

a

0.0

8 .3

Widowed

16

26.6

3

5.0

14

23 .3

8.3

38

15 . 8

a

0 .0

a

0.0

a

0 .0

0.0

a

0.0

3.3

a

0.0

a

0.0

3.3

4

1.6

0.0

a

0.0

Marital

Separa ted
Divorced
No response
Total

a
60

Sma.iter

60

1.6
60

Total

Draper
Granger
No.
%
44

No.

73.3

a

184

60

76.7
8.3

6.6

4

%

2.1
240

school education, a polo gized to the interviewer and commented that she
did not feel her opinion should count fo r much because of her limited
education .

The mean income level was the $10-15,000 category
The modal category for Salt Lake City was $5-10,000.

(Table 8).

The low income

level in this group ma y be related to the facts that the population was
older and that there was a relati vely high number of widows.
smaller cities, the modal category was $15 -20 ,000.

In the

The modal category

for t he unincorporated county was $5- 10,000 and t he Draper and Grange rHunter subgroup reported a modal category of $10-15,000.

According to

the 1970 U.S. Census, the average income for Salt Lake City was $15,761.
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Table 7
Educational Atta inment
Schooling
completed

Salt Lake
Citl::
No.
%

SmaLLer
cities
No.
%

Elementary

1.6

1.6

Jr. high

8.3

10

16.6

Unincorp.
countl::
No.
7.

a

Draper
Grans;er
No .
%

0.0

Total
Nd.

%

1.6

1.3

5 .0

4

6.6

22

9.2

Sr. high

20

33.3

19

31. 6

25

41. 6

29

48.3

93

38.8

Some
college

15

25.0

21

35.0

22

36 . 6

17

28.3

75

31.3

Earned
degree

19

31. 6

44

18.3

No response

0

0.0

Total

60

15.0

13.3

13.3

0.0

3.3

6.6

0
60

60

The average for the smaller cities wa s $15,929.

60

1.3
240

Salt Lake County,

including all areas outside of Salt Lake City, averaged $16,252.

It

should be noted that the 1970 data may be inaccurate in view of the
rapid population changes that have occurred over the past nine years.
There had been a 4.1 percent decrease in Salt Lake City's population
between 1970 and 1975, while the unincorporated count y had experienced
a 14 .5 percent increase.

Dramatic increases in population have occurred

in the smaller incorporated cities.

Between 1970 and 1975, Murray's

population had increased an estimated 28 percent; Sandy, an estimated
219 percent; and We st Jordan, about 280 percent (1975 Population
Estimates -- U.S. Census Bureau).
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Table 8
Income

Income

Salt Lake
CUr
No.
%

Smaller
cities
No.
%

Unincorp.
countr
No.
%

10.0

52

21. 7

18

30.0

52

21. 7

8.3

17

28.3

43

18 .7

23.3

13

21.6

49

20.0

30.0

10

16.6

18

30.0

10-15,000

15.0

14

23.3

11

18.3

15-20,000

10.0

15

25.0

20,000+

15.0

13

21.6

5.0

0

0.0

1.6

5.0

3.3

4

Don't know

Total

6.6

60

60

15.8

60

%

12 .1

18

No response

No.
29

1.8

14

Total

6.6

Under $5,000 11
5-10,000

8.3

Draper
Granger
No.
%
4

0
60

3. 3

2.5

0.0

3.8
240

It is also interesting to note that there were several respondents
who did not know or were not willing to estimate the annual income of

their households.

Lack of knowledge on the part of the respondents

may also have affected the reported income levels.
Assessed Valuation
The mean assessed valuation of property owned by the respondents
was $3,639.72.

The highest mean valuation was found in Draper and

Granger-Hunter.

The lowest was found in Salt Lake City (Table 9) .

It

should be noted that this is the 1977 valuation and does not reflect
the recent revaluation.

Assessed valuation is the value against which

the property tax is levied.
market value.

In Utah, it is 12-20 percent of the fair
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Table 9
Assess ed Valuat ion

Mean

S. D.

.

Draper
Granger

Total

Salt Lake
City

Smaller
cit.ies

Unincorp.
county

3434.16

3501. 25

3752 . 28

3871.18

3639.72

2051. 65

1528.51

2233.73

1301.40

1778 . 82

60

60

59

Obs er va t i ons

59

238

The hi gh standard deviations can be explained by t he wide range
of assessed valuations.

Salt Lake City r anged f rom a low va luation of

$1,075 to a high of $10,575.

Among the smalle r cities , valuations were

between $780 and $7,040; the unincorporated area ranged from $1,045 to
$11,795; and tlle Draper a nd Grange r -Hunter areas from $315 to $9,455.
General Findings
Public Se r vices
Respondents rated their satis faction with 10 pub lic urban services
on a Likert-type scale ranging from one , which was ver y dis s atisfied,
to five, which indicated they were very satisfied with t he service and
its delivery.

The mean response for the 10 ser vices was 3.51 (Table 10) .

The standard deviations for most of the services were relatively
low.

It is interesting to note tha t the services with the highest

ratings had the lowest standard deviations, re flecting a consensus among
the respondents.
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Table 10
Satisfaction with Services

Pub lic S.exvLce

Mean

S. D.

Sewer

3.94

.50

Fire protection

3.85

. 60

Water

3.78

.75

Garbage collection

3.68

.96

Police protection

3.63

.91

Planning and zoning

3.43

. 94

Streets and roads

3 . 41

1.07

Parks and recreation

3.40

1.00

Street lighting

3.18

1.18

Animal control

2.80

L23

Mean response

3.51

Sewer service received the highest rating, 3.94.

Animal contro l

services received a rating of 2.80, the lowest rating given to any of
the 10 services.

Sewer service may have received the high rating

because citizens are not generally concerned about its operation until

it does not work.

Animal control, on the other hand, is a more

not iceable problem and citizens would probably have more contact with
the service or the lack thereof.

It may be that the amount of awareness

the citizens have concerning the operation of a particular service

affects their assessment of its acceptability.
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There was little difference between the subgroups on how they
rated the 10 services (Table 11).

Street lighting had the biggest

difference in ratings among the subgroups.

This may be because some

areas do not have street lights or have lights that were installed
shortly after the turn of the century while other areas have the
benefit of modern lighting.

Levels of Go vernment

.

The respondents were also asked to rate the performance of
sever al levels of government that provide services to the public.
Respondents we re told which services were provided by each of the
levels and what percentage of their tax levy was used to support each of
the units,
unit.

This was done before the respondents rated the government

Special districts such as library and health districts received

the highest rating , 3.92, while schools had t he lowest rating, 3.13
(Table 12).
Several of the respondents commented that they felt people who
did not ha ve children or those on fixed incomes who had already paid to
educa te

their children should not have to pay taxes to support education.

Others expressed dissatisfaction with the Salt Lake City school board for
"tearing down the old schools and then having to build new ones."

The

Jordan School District drew criticism for the "open classroom" arrange-

ment of its schools and the crowded conditions.
There was little difference between the subgroups concerning
their feelings about the units of government.

Respondents from the

unincorporated county area rated each of the units slightly lower
than did the other areas (Table 13).

Table 11
Satisfaction with Services by Area
Salt Lake
City
Mean
S. D.

Draper
Granger
Mean
S. D.

Mean

S.D.

Mean

S.D.

Mean

S.D.

Sewer

3.88

.55

3.97

.49

3 .92

.38

3.93

. 69

3.94

.50

Fire protection

4.05

.34

3.87

.65

3.61

. 56

3.88

.72

3.85

.60

Water

3.78

.74

3.73

.80

3.83

.56

3.82

.83

3.78

.75

Garbage collection

3.80

.94

3.88

.72

3.35

1.07

3.71

.94

3.68

.96

Police protection

3.42

1.00

3.83

.76

3.50

.89

3.75

.90

3.63

.91

Planning and zoning

3.42

.94

3 . 32

1.03

3.58

.70

3 .42

1.05

3.43

. 94

Roads and streets

3.50

1.11

3 . 48

1.08

3 .3 2

1.00

3.38

1.09

3.41

1.07

Parks and recreation

3.53

. 85

3.55

1.00

3.40

.89

3.13

1.20

3.40

1.00

Street lighting

3.63

1.10

2.93

1.27

3.18

1.02

2.97

1. 21

3.18

1.18

Animal control

2.50

1.27

3.00

1.29

2.75

1.04

2.98

1. 26

2.80

1.23

Service

Smaller
ci ties

Unincorp .
county

Total

~
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Table 12
Satisfaction with Government Units
Government unit

Mean

S.D.

SPECIAL DISTRICTS
(hea l th and library)
8.1 percent of the levy

3.92

.87

MUNICIPAL/SERVICE DISTRICTS
(garbage collection, street lighting, water,
sewer, parks, etc.)
12.1 percent of the levy

3.34

1.03

COUNTY
(social services, jail, sheriff, regional
parks, clerk, etc. )
20.6 percent of the levy

3.24

1.02

SCHOOLS
59.1 percent of the levy

3.13

1.28

Table 13
Satisfaction with Government Uni ts by Area
Gov't
unit

Salt Lake

Smaller
cities

Cit~

Unincorp.
count:l

Tota l

Draper .
Granger
Mean S.D.

Mean

S.D.

Mean

S. D.

Mean

S.D.

Mean

S.D.

Specia l
districts

4.02

.94

4.06

.80

3.66

.94

3.96

.73

3.92

.87

Munic ipal /

3.66

. 87

3.38

1.01

3.06

1.04

3.25

1.12

3.34

1.03

Coun t y

3.36

.98

3 . 41

.96

2.97

1.02

3 . 20

1.14

3.24

1.02

Schools

3 . 04

1. 30

3 .08

1. 30

2 . 86

1.27

3 . 54

1. 21

3.13

1.29

servi ce
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Money's Worth
Respondents were asked whether they thought people generally got
their money's worth in public services for what they paid in local
property taxes.

Mean response was 2.51 (Table 14).

A rating of two

reflected a response of "not usually" on a scale of one to five and a
response of three reflected "no opinion" or neutral.

Table 14
Mone y's Worth in Public Urban Services
Salt Lake
City

county

Draper
Granger

Total

cities

Smaller

Unincorp .

Mean

2.70

2.42

2.31

2.63

2.51

S. D.

1.04

1.06

1.10

1.07

1.07

Observa tions

56

53

49

214

56

Hypotheses
Hypothesis One
There will be no difference in satisfaction with public urban
services between residents of areas where major service delivery changes

have been considered or made and residents of other areas.

This

hypothesis was not rejected.
Draper, which recently incorporated, and Granger -Hunter, which
recently considered incorporation, made up the subgroup of "areas where
major service delivery changes have been considered or made."

Salt
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Lake City, the smaller incorporated cities, and the unincorporated
county area comprised the other subgroup.
The corrected Chi Square for the two by two contingency table
was .00268 with one degree of freedom.
at the .95 level.
significance.

This would only be significant

The .05 level is the generally accepted level of

Phi was calculated to be .043.

relationship measure for Chi Square.

Phi is a strength of

It ranges from zero, no correla-

tion, to one, whic h is a perfect correlation.
Residents in all four subgroups were generally satisfied with the
services they received (Table 15).

Satisfaction was defined as a

mean rating of 3.5 or more on a scale of one to five on the 10 services
surveyed.

The scores for each of the services were added together and

averaged to obtain an overall satisfaction score.

Table 15
General Satisfaction with Services
Salt Lake
City

Smaller
cities

Unincorp.
county

Draper
Granger

Total

Mean

3 . 55

3.55

3.45

3 . 50

3.51

S.D.

.46

.40

.35

.55

.44

Observations

60

60

59

60

239

The standard deviations were extremely low and very similar among
the fou r gro ups.

This seems to indicate a consensus of opinion.
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Almost 97 percent of the respondents in the Draper and GrangerHunter areas were satisfied with the services they received.

Over

94 percent of the respondents in the other areas were also satisfied
(Table 16).

This is interesting when compared to the respondents'

feeling as tabulated in Table 14 which indicated that the respondents
did not feel people got their money's worth from public services.

Table 16
Satisfaction with Services compared to Structural Changes
No change in
delivery structure
Not satisfied
Sa tisfied

Change recently
considered or made

respondents
(5.4%)
106 respondents
(94.6%)

respondent
(3.1 %)
31 respond"nts
(96.9%)

The other 96 respondents either did not answer or did not fall
above 3.5 or below 2.5 on their satisfaction rating.
Hypothesis Two
The re will be no correlation between respondents' satisfaction
with public services and the respondents' satisfaction with local
elected off icials .
These variables were positi vely correlated.
tion Coefficient was .4252 .

The Pearson Correla-

This reflected a fairly strong correlation.

The level of significance for the correlation was .001 (Table 17) .

The
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r2 value, which represents the percent of the variability that can be
explained by the factor was .1849.

Table 17
Satisfaction as Related to Hypotheses
Hypotheses

r

r2

n of
cases

2.
3.

level of
significance

Officials

.4252

.1764

210

.001

Length of

.1249

.0169

232

.05

residence

4.

Educational
level

. 0113

. 0011

236

.86

5.

Age

.2083

.0441

226

.002

6.

Income

.0485

.0025

232

.46

7.

Assessed

.0090

. 00001

237

.89

valuation

Hypothesis Three
There will be no correlation between the respondents' length
of residence in the community and the respondents' satisfaction with
public urban services.
These variables were positively, but very weakly, correlated.
Pearson Correlation Coefficient was .1249.
was .05.

The value for r2 was . 0169.

The level of significance

Less than 2 percent of the

variation was explained by the length of residence in the communit y
(Table 17).

The
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Hypothesis Four
There will be no correlation between the respondents' educational
level and the respondents' satisfaction with public urban services.
The Pearson Correlation Coefficient was .0113.
nificance was .86.

The level of sig-

The generally accepted level is .05 (Table 17) .

This finding agrees with that of Rojeck,

Clement~

and Summers

(1975) who also fo und no correlation between educational level and
service satisfaction.

Hypothesis Five
There will be no correlation between the age of the respondents
and the respondents' satisfaction with public urban services.

The Pearson Correlat i on Coefficient was . 2083.
significance was . 002.

The level of

The r2 value was .0441, or about 4 percent

of the variation was explained by age (Table 17).
Hypothesis Six
There will be no correlation between the respondents' annual income
level and the respondents' satisfaction with public urban services.
There was no correlation between these variables.

The Pearson

Correlation Coefficient was .0485 with a level of significance of .46
(Table 17).
This agreed with the findings of Rojeck, Clemente , and Summers
(1975) who also found that there wa s no correlation between income
l evel and satisfaction with services.

Hypot hesis Seven
There will be no correlation between the assessed val uation of the
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respondents' dwellings and the respondents' satisfaction with public
urban services.

Satisfaction was not correlated with the assessed valuation.

The

Pearson Correlation Coefficient was . 0090 with a level of significance
of .89 (Table 17).

Hypothesis Eight
There will be no difference in satisfaction between respondents
who favor current government service delivery systems and respondents

who favor a change.

The hypothesis was not rejected.

The corrected Chi Square for the two by two contingency table
was .14584 with one degree of freedom.
. 70 level.

This is significant only at the

Phi was calculated to be .00694 (Table 18).

Table 18
Satisfaction as Related to Government Structure

Favor

Not satisfied
Satisfied

change

Favor status quo

respondents
(33.3%)

4 responden t s
(66.7%)

27 respondents
(34.6%)

51 res pondents
(65.4%)

Both satisfied and dissatisfied respondents were more likely to
favor the status quo than a change in the government structure which
would affect the public service delive r y they now receive.

About two-
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thirds of the respondents in each group said they did not favor a
change in t he c urrent government structure.
The other 156 respondents either did not res pond or did not fall
above 3.5 or below 2.5 in their satisfaction rating.

Hypothesis Nine
Re spondents will not be any more likel y to voice dissatisfaction
to providers of goods and services purchased in the marketplace than to
providers of services administered by local government agencies.

The

hypothesis was not accepted .
The mean for this item wa s 3 . 64 on a scale of one to five with a
standard de viation of .98 1.

A rating of one reflected strong disagree-

ment with ·the stat emen t that the r es pondent would be, more likely to
voice diss a tisfaction with a service purchased from a retail business

A rating of five

tha n to a government agenc y which provided a ser vice.

r ef lec t ed str ong agreement wi th the statement (Table 19 ) .

Ta ble 19
More Likel y to Complain to Bus i ness than Government

Salt Lake
City

Smaller
cities

Unincorp.

Draper
Granger

Total

county ,

3 .64

Mean

4.06

3 . 64

3 .68

3.20

S .D.

1.05

. 84

. 73

1.04

Observa tions

47

56

32

55

. 981
190
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This item seems to indicate that the respondents would be more
likel y to voice their feelings to retailers than to government officials .

However, the item was not clearly worded and the results may

reflect some confusion.

It is suggested that this item be revised to

a forced choice item since it is possible that respondents may interpret the "don't know" response as equal to the "disagree" response .

Those who did not feel there would be a difference in their response
may have responded with either IIdon't know" or IIdisagree . 1I

"Don't

know" responses we re defined as missing values and were not included

in computing the mean.

This could result in inaccurate conclusions .

Of the respondents, 60 percent had complained to a retail establishment about a good or service .

Only 38 percent had compla ined to

a government agency and about 2 percent did not respond to the item
(Ta b les 20 and 21).

Table 20
Summary of Comp laints to Retail Businesses
Retail

Salt Lake
Cit:!:
No. %

Sma ller
cit i es
No. %

No .

%

Dra pe r
Gr anger
No . %

Yes

30

50.0

41

68.3

33

55 . 0

40

66.6

144

60.0

No

30

50.0

18

30 . 0

27

45.0

19

31. 6

94

39 . 0

No response

0

0.0

1.6

0

0.0

Total

60

60

Unincorp.
count~

60

Total
No.

.8

1.6
60

%

240
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Table 21
Sunnnary of Complaints to GOlTernment Agencies
Total

Salt Lake
City
No. %

Smaller
cities
No. %

Unincorp.
county
No. %

Draper
Granger
No. %

No.

70

Yes

21

35.0

27

45.0

17

28.3

26

43.3

91

37.9

No

39

75.0

31

51.6

43

71. 6

32

53.3

145

60.4

No response

0

0.0

3.3

0

0.0

3.3

4

1.6

Total

60

Government

60

60

Other

60

240

Findi~

The interlTiewers recorded any additional comments made by the
respondents.

The responses are summarized below.

The most common concern , expressed by 37 of the respondents, seemed

to be that the elderly who are on fixed incomes could be taxed out of
their homes.

Rising taxes and rising prices were of great concern in

all four areas surlTeyed.

"The old folks on Social Security are in

trouble," one respondent noted.

Another added that people on welfare

pay a limited amount in taxes, but people on fixed incomes keep paying
higher taxes and can't get food stamps because of their savings accounts.
The next most common complaint focused on school problems.

Eight

respondents felt that people without children or whose children had
already grown up should not have to pay taxes to support the school
districts.

Four complained that Salt Lake City keeps tearing down old

buildings to build new ones.

They saw this as a waste of taxpayers'
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money.

The "open s ch oo l " design in Jordan School District also drew

some criticism.

Five individuals ex pressed dissatisfaction with the

"frills" that are now found i n schools.

One respondent felt that child-

ren could learn better with hardwood f loors than with ca rpet.
Seven respondents commented that they did favor a change in the
form of government in Salt Lake County; but when asked which change
the y favored the typical response was "I don't know, but something has
to be done."

Four f elt that some attempt should be made to have smaller

gove rnment uni ts wi t h more local control because t he curr ent gove r nment
structu r e was too inefficient and there wa s too much waste.

Two fe l t

that the r e was a lot of graft and irresponsibility on the part of county
officials.
Fifteen felt it was useless to complain because " you can ' t fight
city hall,1I or because "complaints fallon deaf ears ,"

Two said there

was no reason to even get involved enough to vot e because "it doesn It

make any difference anywa y. "

Two of the respondents had some ideas about how the problems all
started.

One r espondent claimed the whole controvers y originated wit h

t he ga s price wa rs.

Another suggested that allowing the "ri ff -r aff"

to vote was the source of the problem.

The respondent defined "riff-

raff" as government employees, tho se on welfare, and those who do not
own propert y .
The inverviewers also noted that there were 26 people who would
have li ked to respond to the questionnaire when cal l ed , but did not
he a r well eno ugh , did not s peak Eng li sh well enough, or fe l t that their
educa t ional level was too low to make their r esponses of a ny va lue .
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SUMMARY AND CONCLUSIONS

This study measured the satisfaction of property owners in four
areas of Salt Lake County with several public urban services, with
elected officials, and with the operation of four units of government.
The results of this study will be

di~tributed

to interested local

officials and community development councils.
Data were collected by telephone interviews using a questionnaire
developed and pretested by the researcher.
Likert-type scales.

Items were arranged on

The instrument was administered by three inter-

viewers trained by the researcher.

A total of 256 taxpayers were

interviewed yielding 240 completed responses .
Nine hypotheses were tested.

Satisfaction with public urban

services was found to be positively correlated with length of residence
in the community, age, and the respondents' attitudes toward elected
officials.
There was no appa r ent correlation between satisfaction with
services and income or education.

There was also no correlation be-

tween the asses s e d va l uation of the respondents' dwellings and satisfaction with services.

Contra r y to what might have been expected, there

were no apparent differences in satisfaction between respondents in

areas where major service delivery changes ha d recently been made or
considered and res pondents from other areas of the county.

The satis -

faction scores of the four areas sampled were not significantly different.

Respondents did not generally feel they got their money's worth in
public services for what they paid in property taxes.

They were,
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however, generally satisfied with the services they received and did
not favor a change in the current structure of service delivery.
Respondents were more likely to voice dissatisfaction to retail
suppliers of goods and services than to government suppliers.

There

were some limitations imposed on this conclusion by a lack of clarity
in the statement of the item on the questionnaire.
Other findings reflected considerable concern for the elderly
living on fixed incomes who were subject to hardships because of
rising taxes.

Schools were criticized because of dissatisfaction with

current educational philosophies, building policies, and the fact that
people who do not have children attending public schools have to pro'lide financial support for their operaticn.

Many respcndents also

felt that it was useless to complain to government officials because
"you can't fight city hall," and IIcomplaints fallon deaf ears."

Limitations

The fo llowing limitations were recognized for this study.
Discipline.

The distribution and consumption of public services

is not generall y considered a part of the home economics and consumer

educat ion f ield.

It should be recognized that this study was an

initial attempt in this area.
Interviewers.

The interviewers were not professionally trained

public opinion data gatherers .

Results might have been more acc urate

if the interviewers had had more tra ining and experience .
Method.

As noted in the review of literature, there are many

problems associated with the collection of public service delivery data.
In addition, teleph one inter views have several drawbacks.

Although
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t hey are inexpensive, they seem to arbitra r ily eliminate many elderl y
persons who have hearing impairments , the very poor who do not have
phones, persons having unlisted phone numbers, and those whose command
of English is too limited to permit effective communication over the
phone.

The intervi ewers also noted that many of those who cho se not

to participate in the survey expressed distrust and irritation with
this method of data collection.
Sample.

The sample drawn did not match demographic estimates for

the total po pulation .

This might have resulted in some bias.

Recommendations

Recommendations resulting from this stud y include:
1.

A conce rted effort should be made by local government officials

and public opinion professionals to develop effective methods of
collecti.ng cftizen satisfaction data regarding public se r vices.

2.

Officia l s should make every reasonable effort to involve

citizens in po l ic y decisions regarding the delivery of public services.
3.

A means of educating citizens concerning their roles as con-

sumers of public services should be developed.
4.

Consumer education textbooks a nd other teaching materials

should includ e information to help students become aware of their
rights and responsibilities as consumers of public services.
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Instrument
Hel l o .

I am calling for Lea

My name is

Cottam who is a graduate student at Utah State University doing research
concerning the feelings of taxpayers in Salt Lake County.
takes about 10 minutes.

My interview

Could I ask you a few questions?

Do you rent or own your home?

(If rent, end interview.)

Are you or your spouse employed by a government agency?
(If yes, ask which one. )
Thinking in terms of your neighborhood, please rate the following
se rvices as to whether you are very satisfied, generally satisfied, no
opinion , generall y unsa t isfied , or ver y unsatisfied .
Street li ghting
ver y
satisfied

nd

genera lly
satisfied

opinion

genel'ally
satisfied

opinion

genel'ally
satisfied

opinion

geneially
unsa tisfied

ve1ry
unsatisfied

geneia ll y
unsatisfied

ve r y
unsa tis fied

generall y
unsatisfied

veIr y
unsatisfied

genellally
unsatisfied

I
very
unsatisfied

Planning and z oning
ve r y
satisfi ed

nd

I

Garbage collection
very
sa tisfied

nd

Road a nd street maintenance
very
satisfied

gene]lall y
sa tisfied

I

no

opinion

Public parks and recreation
very
sat is fie d

generall y
satisfied

nd

ge nerall y

o pinion

unsatisfied

I
very
unsa tisfied

nd

generally
unsatisfied

ve1r y
unsatisfied

Wate r lines and suppl y
i

very
sa tis fied

generall y
satisfied

opinion
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Sewer
very
satisfied

,

generall y
satisfied

no
opinion

geneY/ally
satisfeed

opinion

gener'ally
unsatisfied

veley
unsatisfied

geneY/ally
unsatisfied

very
unsatisfied

gener'ally
unsatisfied

ver y
unsatisfied

gener'all y

veley
unsatisfied

Fire protection
very
s atisfied

nd

,

Police protection
very
sa tisfied

geneially
satisfied

,

no

opinion

,

Animal control
ver y
s a tisfied

gener'a ll y
sa tisfied

,

no

o pinion

unsatisfied

Ove ral l, how would you rate the wa y your communit y is being run ?
What kind of job do you feel your elected cit y officials are doing ?
excellent

gdod

don ,it know

fdir

po'or

Overall, how would you rate the wa y the count y is being run ?

What

kind of job do you feel your elected officials are doing?
gdod

don ti t know

po'or

There has been a great deal of discussion about changi.ng the structur e
of Salt Lake Coun t y gove r nment .

Do you favor a ny of the proposed cha nges?

Do you think people generall y get their mone y 's worth in public
s er vices for what the y pa y in local property taxes ?
a ·r.iw
-ays --------u
-s-u
~~
~
ll~y
-------dr.o-n
-·~t~'k-n-o-w------n-o~t--ur
's-u-a~l~l-y-----n-,~ver
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How would you rate the performance of the following
and the ser~ices they pro~ide?

le~els

of

go~ernment

You Get--

Yo u Pay-County general fund
(20.6% of your property tax levy)
Jery
satisfied

sa tisfied

regional parks, clerk, etc.

don't know

unsatisfied

ve'ry
unsatisfied

Garbage collection, street
lighting, planning and zoning,

Municipal le~y or special
district le~ies for those
outside incorporated cities
(12.1% of your property tax
Jery
satisfied

Social services, jail, sheriff,

parks, water, sewer, etc.
le~y)

~e'ry

satisfied

Special districts for
health and libraries
(8.1% of your property tax

don I

t

know

unsatisfied

unsatisfied

Finances city-county heal th
department and library systems
le~y)

~'ery

~ery

satisfied

satisfied

don't know

unsatisfied

unsatisfied

unsatisfied

unsa tisfied

Schools
(59.1% of your proper ty tax levy)
ve~y

I/ery

satisfied

satisfied

don I

t

know

Would you be more likely to voice your dissatisfaction with a service
you use if you purchased it from a retail business instead of a go~ern
ment agency?
str'ongly
agree

agree

don't know

disagree

strongl y
disagree

Have you ever complained about a good or service you purchased from
a retail business? If so, how?
Have you ever complained about a service you receive from local
government?

If so, how?

Additional comments :
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Demographics
incorporated

Place of residence

unincorporated ____

Community _____________________
Length of residence at your present address
Male
Mari tal status

Female

Age
(married, single , divorced, widowed, separated)

Educational level of responden t

spouse, if applicable
elementary
junior high
high school
some college
earned de gree

Cou l d you tell me what your annual property tax assessment is ?
Is t he annual income for your household:
Below $5,000
Between $5 , 000 and $10,000
Between $10,000 and $15,000
Between $15,000 and $20,000
Above $20,000
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UTAH

STATE

UNIVERSITY

LOGAN.UTAH 84322
COLLEGE OF FIIMILY LIFE

DEPARTMENT OF
HOME ECONOMI CS AND
CON SUM ER EOUCATION
UMC 29

~lay

II, 1978

Jal'1es Ca"'pbell
Salt La ke County Assessor's Office
City and Cou nty Building
!,OO S . State
Salt Lake City, VT 84111

ric.

Dear Mr. Canlpbell ,
I ca me ill(O your office a fe w we eks ago dnd talk ed with
you about the bes t way to draw the sample from the property
t.1X rolls .
After some consideration. I think the best optton is to
cake tile 1975 roll from the: <ltlclLtur ' s office, If that i. s
possib le .
If not. I will make ar r angements to come dmm

.:.Ind draw the s ampl e f r om the blotter sheets you showed me .
I appr eciate your help wi t h this project . I will call
you in abou t a week t o find ou t if I ca n use the auditor's
1975 tax ro ll when the net" o ne comes .
Sincerely,

L ei! Cottam

695 Darwin Ave . '4
Log3o .

LC/aw

ur

R4321
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UTAH

STATE

UNI V ERS I TY

LOGAN

UTAH 84322

COLLEGE OF F AMILY LIFE
DEPAATMENT OF

HOME ECO NO M I CS ANO
CONSUMER ED UCA TION
UMC 29

~lay

LL, L978

Ed Blaney
Sa lt Lake Council of Gove rnments
South Salt Lake Cltv Hall
2500 s. State
Salt Lake City, OT 84 LL5
De~\

r Ed ,

Li fe among the politica lly inclined seems to be g etting more
all tll~ time in Salt L~k e Co unty . COG meetings weren't
always terribly exciting, but you guys didn't hav e to go this far.
~xcitil1g

I ' m working on my mast er s

de g r~ e

here at Utah State and I'm

3bollt re~ldy to tflke :1 s tab :I t th e fil ' lc1 wnrk .
T 1)1.1n to do ;1 c iti ze n
s.JLlsLtctioIl slIrvev in S~llt L..Ikc County to see what the different

gro ups (Draper, Salt Lake Count y , Sdl t Lake City, and the othe r
incorporated cOTmTIunicics) think a bout their. i oed l go vern;nent serv i ces
a n d th e elec ted officials . ~ ! y fe e lin g is that sinc e it' s so hard

for Sa lt L.'1ke County to fi~ure o ut how mu ch mon ey i.s spent wh e re a nd
fo r ~vbom , it wou l d be well to see where people think their money is go ing.
~iter all , tl1eir perceptions of situations make those situati ons real .
I'll send you a copy of my research proposal before the end of
th i s mo n th . I f you think COG wo uld be interested in the results, I'd
like to ask for enough financial s upp o rt t o cover postage costs. In
an y event , the results ~.;rill be available to enr,.
I selec ted this t opic for my th e sis because of all the form of
go vernment reports and the other reports pu t together by various g roups
ov er the last few Years ) no one has re al l y gone out and asked t he tax payer what he thinks. There have been el ections, of course, but I don't
think those have been an adequate meas ur e of satisfaction in the d ou ble
taxa tion batt le .
I'll look fo rward to talking with you soon .
Since r ely ,

Lea Cottam

Lc/a·.,

